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INSTALLATION TROUBLESHOOTING
This document is meant for installers and/or troubleshooters where the CARL V4 software isn’t working as expected.
For simplicity, this is one document - however you will need to print out the “Slave checklist” pages for each account on each slave, or additional accounts on the master.

Company: ___________________________________     
Date: _______________

Troubleshooter: __________________________________

MASTER CHECKLIST

Master: _______________________________________

Windows Account: _________________________

· Ensure that the “Microsoft Updates” desktop icon exists (shortcut to www.microsoft.com/updates)
· Run this “Microsoft Updates” shortcut and select “Microsoft Update” in the right hand link. Accept licence agreements / install ActiveX controls as required (confirm with customer). Repeat this step until no more updates are available.

· (XP) Depending on whether computer is left running overnight, adjust the Automatic Downloads parameter (in control panel) to a time to download when computer will be switched on but idle, e.g. lunchtime. Select “Apply updates automatically” if possible – this may already be selected, but updates haven’t been applied due to interactive acceptance of licence/ActiveX installation required.

· Run “Microsoft Updates” and select “Office Update” in the right hand link, then click “Check for Updates”. Accept licence agreements / install ActiveX controls as required (confirm with customer). Repeat this step until no more Office updates are available. If download requests Office or Word CD, then obtain CD from customer, copy whole CD(s) into subfolder of Master’s “install” folder as “Office {version} CD{n}”, remove CD then select the “DATA1.MSI” from that folder. This will save time in future downloads requiring the Office CD, and will probably be useful to reference from the slaves.

· Get everyone out of CARL. No “.ldb” files should exist in “Databases” or “Sub companies\Databases” folders.
· Copy “Databases”, “Document Store”, “Reports” and “Sub Companies” folders to an area OUTSIDE of the CARL folder, e.g. “My Documents\Carl-{yyyymmdd}”

· Ensure hidden files and extensions are visible (same as in step M08)

· Ensure mapped network drive exists (as in step M16)

· Ensure “V4 CarlPics” shortcut exists, and view is set to thumbnails (as in step M36)

· Ensure regional settings are correct (as in step M19) including CENTURY
· Ensure Word is pinned to start menu. (for trainers/consistency)
· Ensure bookmarks are viewable in Word. (don’t worry if Word 2003 forgets this setting)
· Ensure Adobe Acrobat 7 installed? (use Acrobat 6 if Win98)

· Open Adobe Acrobat Reader and accept licence agreement if prompted

· Sort main program group and CARL group by name. If client doesn’t want programs in alphabetical order, drag CARL up towards the top (again for consistency). (as M25)
· If obsolete “SLWExport.mdb” exists in Databases or Sub Companies\Databases, move it to “old” subfolder.

· Use the DBTester.exe utility (available from www.iplus.carlcomms.com) to check database structure for each database in the Databases and Sub Companies folders. Repair as necessary using Access. DO NOT LET ANYONE ELSE BACK INTO CARL WHILE THIS IS HAPPENING!

· If you are re-installing CARL itself:

· Consider overwriting the “CARL-install” folder contents with a replacement “known good” V4 CD (e.g. April 2006). NEVER SIMPLY RE-INSTALL FROM CUSTOMER’S CD!
· Run the “I:\CARL-install\setup.exe” program and select the “Remove” option. Do not reboot when prompted (otherwise it can causes problems with the Panda Anti-Virus blocking part of the re-install later)

· Run the “I:\CARL-install\setup.exe” program again, and install as a master.

· Reboot when prompted.

· Restore the “Databases”, “Document Store”, “Sub Companies”, and “Reports” back from the “My Documents\CARL-{yyyymmdd}” folder.
· Run SetupWiz to ensure all registry settings required by current V4 version exist. Exit CARL if it runs.

· Check to see which firewalls are active. If both XP and 3rd party (e.g. Personal Firewall), then discuss with client disabling the inferior XP one to reduce overhead.

· Check firewall, anti-virus and anti-spyware configured correctly (as M30, M14, M29)

· Run LocalUpdate to ensure any outstanding updates in the “Updates” folder are applied.

· Rename the “Updates” subfolder of the master CARL folder. Feb 2007 – AutoUpdates now work in a different way – you may not receive any updates at all immediately after renaming the Updates folder, but this is not a fault at the customer’s end; it is a change in policy at C.A.R.L. to restrict updates going out to only 20 customers at a time, with the side-effect of stopping the “Force AutoUpdates” technique not to work.
· Run “AutoUpdate” to receive latest versions. If updates “stick”, refer to Hints & Tips documentation.

· When “AutoUpdate” has finished, run “LocalUpdate” and accept any updates.

· Run “WebExporter, configuring firewall(s) appropriately.
· Configure the firewall(s) manually to allow CARL Internet SMS through, i.e. without wasting a text

· Run V4. If Icons aren’t visible, run the “fixicons.bat” from “Useful-utils.zip”.
· Check CARL mail settings etc, as in the original “Master-Perfect-install.doc”.
· Close any network applications you or others have open, even (Explorer on “I:” drive) as the following steps can reset all network connections on the master!

· Control Panel -> Network connections -> Local Area Connection (or Wireless connection if using Wireless – not recommended!) and note the network card, e.g. “Intel Pro/100VE” _______________
· Ensure “Show icon in notification area when connected” is ticked. If it isn’t, you’ll need to tick it and click OK, as going into the next step will discard any changes to this screen.

· Click “Configure” -> “Advanced” and select “100Mbs/Full Duplex” for the Link speed. (The actual wording varies between cards, some call it “100baseTX Full” for example) then click OK. You may briefly get a “Network cable is unplugged” message but this should disappear once the full speed connection is made with the hub.

· Note that “100Mbps FDX” (full duplex) should be chosen over “100Mpbs HDX” (half duplex) – however, certain cards (e.g. Broadcom 440X) that are 100Mbps FDX capable put a larger strain on the computer, so lower spec machines (e.g. Celeron 2.4Ghz) may not cope with bidirectional traffic. In this case, you may find that you’ll have to resume 100Mbps HDX mode and advise client.
· If there is no “100Mb FULL” option then the network card should be replaced with a more modern one. (Or, if as above, replace Computer with more powerful one).
· Hover over the network connection icon in the tray (2 computers) when it appears and ensure it is showing a 100Mb connection. If it appears with a red cross through it, or the “Network cable is unplugged” message appears when you hover over the icon, then whatever the network card connects to isn’t capable of 100Mbps FDX and should be replaced – follow the leads and you’ll probably find an obsolete 10Mbps slow hub! 
· If the graphics card has an S3 chipset, you may find that disabling the acceleration improves performance in CARL when scrolling through data. (Control Panel -> Display -> Settings -> Advanced -> Troubleshoot -> Hardware Acceleration = NONE). Non S3 graphics cards will perform poorly with CARL if this is set to anything other than FULL!
· If a new account then other options in User Setup (e.g. screensize, which reports come to screen, single sheet printer etc) will need to be set for this user.
· Benchmark this PC to see if it is responding sensibly, e.g. Click icon to splash should be under 10 seconds, Icon to login should be under 20 seconds, Login to ready should be under 10 seconds, View a let property (with nobody else in CARL) should be under 10 seconds.
· Logoff Windows before moving onto the next Windows user or slave PC. 
· Customer may continue to use the PC providing that they logout when you’re ready to benchmark each additional PC as final stage of troubleshooting.
*** END OF MASTER TROUBLESHOOTING STEPS ***
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INSTALLATION TROUBLESHOOTING

You will need to print out the “Slave checklist” pages for each account on each slave, or additional accounts on the master.

Company: ___________________________________     
Date: _______________

Troubleshooter: __________________________________

SLAVE / ADDITIONAL ACCOUNT CHECKLIST

Computer ID: _______________________________________

Windows Account: _________________________

· Ensure that the “Microsoft Updates” desktop icon exists (shortcut to www.microsoft.com/updates)

· Run this “Microsoft Updates” shortcut and select “Microsoft Update” in the right hand link. Accept licence agreements / install ActiveX controls as required (confirm with customer). Repeat this step until no more updates are available.

· (XP) Depending on whether computer is left running overnight, adjust the Automatic Downloads parameter (in control panel) to a time to download when computer will be switched on but idle, e.g. lunchtime. Select “Apply updates automatically” if possible – this may already be selected, but updates haven’t been applied due to interactive acceptance of licence/ActiveX installation required.

· Run “Microsoft Updates” and select “Office Update” in the right hand link, then click “Check for Updates”. Accept licence agreements / install ActiveX controls as required (confirm with customer). Repeat this step until no more Office updates are available. If download requests Office or Word CD, then obtain CD from customer, copy whole CD(s) into subfolder of Master’s “install” folder as “Office {version} CD{n}”, remove CD then select the “DATA1.MSI” from that folder. This will save time in future downloads requiring the Office CD, and will probably be useful to reference from the slaves.

· Ensure hidden files and extensions are visible (same as in step M08)

· Ensure mapped network drive exists (as in step M16)

· Ensure “V4 CarlPics” shortcut exists, and view is set to thumbnails (as in step M36)

· Ensure regional settings are correct (as in step M19) including CENTURY

· Ensure Word is pinned to start menu. (for trainers/consistency)

· Ensure bookmarks are viewable in Word. (don’t worry if Word 2003 forgets this setting)

· Ensure Adobe Acrobat 7 installed? (use Acrobat 6 if Win98)

· Open Adobe Acrobat Reader and accept licence agreement if prompted

· Sort main program group and CARL group by name. If client doesn’t want programs in alphabetical order, drag CARL up towards the top (again for consistency). (as M25)

· If you are re-installing CARL on this slave:
· Run the “I:\CARL-install\setup.exe” program and select the “Remove” option. Do not reboot when prompted (otherwise it can causes problems with the Panda Anti-Virus blocking part of the re-install later)

· Run the “I:\CARL-install\setup.exe” program again, and install as a slave.

· Reboot when prompted.

· Run SetupWiz to ensure all registry settings required by current V4 version exist. Select CARL master if prompted. Exit CARL if it runs.

· Check to see which firewalls are active. If both XP and 3rd party (e.g. Personal Firewall), then discuss with client disabling the inferior XP one to reduce overhead.

· Check firewall, anti-virus and anti-spyware configured correctly (as M30, M14, M29)

· Run “LocalUpdate” and accept any updates.

· Install and run CSdiff50.exe (from www.iplus.carlcomms.com) to ensure that there are no differences in “*.DAT” files between “{local CARL folder}\Dats” and “I:\Dats”, plus no differences in “*.EXE” files between “{local CARL folder}\Progs” and “I:\Progs”. 

· Run “WebExporter and Internet SMS, configuring firewall(s) appropriately.

· Run V4. If Icons aren’t visible, run the “fixicons.bat” from “Useful-utils.zip”.
· Check CARL mail settings etc, as in the original “Master-Perfect-install.doc”.

· Close any network applications you have open, even (Explorer on “I:” drive) as the following steps can reset all network connections on this machine!

· Control Panel -> Network connections -> Local Area Connection (or Wireless connection if using Wireless – not recommended!) and note the network card, e.g. “Intel Pro/100VE” _______________

· Ensure “Show icon in notification area when connected” is ticked. If it isn’t, you’ll need to tick it and click OK, as going into the next step will discard any changes to this screen.

· Click “Configure” -> “Advanced” and select “100Mbs/Full Duplex” for the Link speed. (The actual wording varies between cards, some call it “100baseTX Full” for example) then click OK. You may briefly get a “Network cable is unplugged” message but this should disappear once the full speed connection is made with the hub.

· Note that “100Mbps FDX” (full duplex) should be chosen over “100Mpbs HDX” (half duplex), except where doing so results in worse performance (see Master section above re Broadcom & Celeron). If there is no “100Mb FULL” option then the network card should be replaced with a more modern one.

· Hover over the network connection icon in the tray (2 computers) when it appears and ensure it is showing a 100Mb connection. If it appears with a red cross through it, or the “Network cable is unplugged” message appears when you hover over the icon, then whatever the network card connects to isn’t capable of 100Mbps FDX and should be replaced – follow the leads and you’ll probably find an obsolete 10Mbps slow hub! 

· If the graphics card has an S3 chipset, you may find that disabling the acceleration improves performance in CARL when scrolling through data. (Control Panel -> Display -> Settings -> Advanced -> Troubleshoot -> Hardware Acceleration = NONE). Non S3 graphics cards will perform poorly with CARL if this is set to anything other than FULL!

· If a new account then other options in User Setup (e.g. screensize, which reports come to screen, single sheet printer etc) will need to be set for this user.

· Ensure master is idle then benchmark this PC to see if it is responding sensibly, e.g. Click icon to splash should be under 10 seconds, Icon to login should be under 20 seconds, Login to ready should be under 10 seconds, View a let property (with nobody else in CARL) should be under 10 seconds.
· This Account / PC is now ready for customer to continue using CARL from.
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